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ABSTRAK 
PENGARUH KUALITAS LAYANAN, HARGA DAN ATRIBUT PRODUK 
TERHADAP KEPUTUSAN BERALIH MEREK 
(Studi pada pelanggan Arfa barbershop di kota Surakarta) 
DENI KURNIAWAN 
F0210047 
Tampil rapi dan menarik tidak lagi hanya kebutuhan wanita. Kini, pria juga 
ingin selalu tampil menawan dalam setiap kesempatan. Banyak hal yang pria 
perhatikan terkait penampilannya, salah satunya adalah  gaya rambut. Ini 
membuat kebutuhan akan jasa pangkas rambut atau barbershop terus 
meningkat. Semakin menjamurnya usaha barbershop menyebabkan tingginya 
persaingan sehingga menjadi penting untuk melakukan penelitian ini agar 
perusahaan mengetahui faktor apa saja yang membuat pelanggan bertahan atau 
berpindah.  Penelitian ini bertujuan untuk  menginvestigasi faktor-faktor apa saja 
yang mempengaruhi perilaku pelanggan barbershop untuk berpindah sehingga 
diharapkan dapat memberikan masukan kepada Arfa barbershop dalam 
menentukan stimulus untuk menarik pelanggan untuk menggunakan jasa Arfa 
barbershop. 
Populasi penelitian ini adalah calon pelanggan Arfa barbershop. Sampel 
diambil sebanyak 154 calon pelanggan Arfa barbershop di kota Surakarta 
dengan kriteria telah menggunakan jasa Arfa barbershop sebanyak satu kali  
dengan teknik purposive sampling dan data primer diperoleh dari kuesioner. Data 
yang diperoleh diuji dengan analisis deskriptif, dan uji hipotesis menggunakan 
software SEM PLS Versi 2. 
Hasil pengujian menunjukkan bahwa quality of service, price dan price 
tidak berpengaruh pada niat beralih menggunakan jasa Arfa barbershop. 
Kemudian  ada interaksi motivasi antara product attribute pada switching 
intention, product attribute pada switching intention dan price pada switching 
intention    
Kata Kunci: switching intention, quality of service, price, product attribute, 
motivation. 
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ABSTRACT 
DETERMINANT FACTORS OF SWITCH INTENTION OVER BRANDS 
( A Study of Arfa Barbershop’s Customers in Surakarta) 
DENI KURNIAWAN 
F0210047 
 
Nowadays, become attractive is not only women’s needs but also 
men. They also want to look charming every day. They give attention to 
many things related to their appearance, one of them is their hair styles. It 
makes the needs of barbershop keep increasing. There are more 
barbershops in each time which causes higher emulation between 
barbershop’s owners. Based on the phenomena, the researcher interested 
to analyze factors which motivate customers to choose between stay with 
their barbershop before or switch over. The aim of this study is to 
investigate factors which influence Arfa Barbershop’s customers in 
deciding to stay or switch over. So, it can used by Arfa Barbershop in 
determining the right ways to increase customer’s intention to use their 
service. 
The populations of this research are prospecting customers of Arfa 
Barbershop. The sample was taken from 154 prospecting customers of Arfa 
Barbershop in Surakarta which has fulfilled the criteria as follows, the 
customer has used Arfa Barbershop’s service at least once. The researcher 
uses purposive sampling technique and questionnaire in collecting data. 
The obtained data was examined by using the descriptive analysis, and the 
hypothesis was tested using SEM PLS 2 software. 
The results of the research shows that the quality of service, price, 
and product attribute are positively influencing towards customer’s 
switching intention to use Arfa Barbershop’s service. The results also 
shows that there is no motivation interaction between quality of service 
towards switching intention ,price towards switching intention and there is 
a motivation interaction product attribute towards switching intention 
 
Key Words: switching intention, quality of service, price, product attribute, 
motivation 
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